Introduction
The delivery of social services to low-income families that may be struggling with a variety of challenges often requires a high level of coordination from service providers in different fields. In Hong Kong, in particular, a series of policies and centers aimed at fostering integrative approaches have been established in order to enhance collaboration among service providers at the community level. Some of these include Integrated Children and Youth Services, Integrated Home Care Services, Integrative Family Service Centres (IFSCs), and Integrated Community Centres for Mental Wellness. However, families still find themselves having difficulties in muddling through the system in order to get their problems solved, and service providers find themselves facing unrealistic demands and struggling between managing caseloads and coordinating with different community actors.
Traditionally, organizations utilize top-down command and control guidelines to instruct employees on what or what not to do. The roles and functions of front-line staff are defined through the mission, responsibility, accountability, resources, and capacity of the organization (Kettl 2006) . However, more recently, new institutional arrangements that utilize horizontal connections in addition to the traditional vertical command and control system have become essential to the governance of collaboration (Agranoff and McGuire 1998; Kettl 2006) . In these horizontal structures, employees assume roles, relationships, and responsibilities based on the on-the-ground needs and opportunities that they face.
However, Kettl points out that "managing collaborative systems in the contemporary environment is fundamentally different and more difficult because it requires administration to go beyond the traditional boundaries" (Kettl 2006: 16) . The role and function of each social service provider may be well defined, but the problems of social service clients are not, often spilling over into the gray area between professional boundaries. Resolving a problem for one family might require multiple social service agencies to work together. It has become clear that it is imperative for social service providers to be more adaptive and willing to work with others (Agranoff and McGuire 1998). Informal and social boundaries, therefore, play an increasingly important role in maintaining the stability of social service delivery systems. These informal boundaries form through the bounding of identity and social ties among groups or organizations working together (Lipsky 1980) .
In this chapter, we explore how both formal and informal constraints and boundaries might prevent the social service providers from working smoothly together, through a case study of a social service network serving low-income families living in a large urban housing project in Hong Kong. To do so, we apply the case method (Eisenhardt and Graebner 2007) and select a unique case that can illustrate the roadblocks of building efficient collaborative governance system in an urban community. We examine a social service network gathered based on interviews with 28 out of total 32 social service providers in one of the largest public housing estates in Hong Kong, a low-income resident community of 70,000. This unique, isolated public housing estate allows us to examine the naturalistic processes of interaction among a group of very diverse social service providers. We then discuss key challenges faced by these front-line implementers and conclude with policy implications for collaborative governance in Hong Kong and China.
The Hong Kong Social Welfare System
We need to have a grasp of both the top-down and bottom-up approaches to the provision of social services in order to draw a truly
